
Arizona Service Quality Penalty Calculation - 2001

Month JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC

Number of Days 31 28 31 30 31 30 31 31 30 31 30 31

Residence - Business Office Access

Calls in <20 sec 1,740,936 1,615,047 1,604,388 768,001 568,294 852,672 1,932,382 2,973,016 2,480,802 3,126,115 2,590,167 2,283,773
Calls - Total Offered * 3,405,803 2,781,492 3,087,395 3,273,227 3,633,639 3,636,428 3,683,669 3,892,392 3,053,595 3,666,975 3,153,775 3,024,481
% in > 20
sec

48.88% 41.94% 48.03% 76.54% 84.36% 76.55% 47.54% 23.62% 18.76% 14.75% 17.87% 24.49%

% in < 20
sec

51.12% 58.06% 51.97% 23.46% 15.64% 23.45% 52.46% 76.38% 81.24% 85.25% 82.13% 75.51%

Penalties (Offsets) Per Day 2,000 1,000 2,000 4,000 4,000 4,000 2,000 0 0 -4,000 0 0
Total Penalties (Offsets) Per Month 62,000 28,000 62,000 120,000 124,000 120,000 62,000 0 0 -124,000 0 0

Total Residence Access Penalites (Offsets) YTD 62,000 90,000 152,000 272,000 396,000 516,000 578,000 578,000 578,000 454,000 454,000 454,000

Business - Business Office Access

Calls in <20 sec 265,550 240,154 226,770 247,383 267,937 261,987 264,967 319,273 242,514 281,811 229,579 245,577
Calls - Total Offered 367,866 306,872 342,042 312,558 345,128 320,067 309,300 345,626 278,507 344,337 288,193 291,141
% in > 20
sec

27.81% 21.74% 33.70% 20.85% 22.37% 18.15% 14.33% 7.62% 12.92% 18.16% 20.34% 15.65%

% in < 20
sec

72.19% 78.26% 66.30% 79.15% 77.63% 81.85% 85.67% 92.38% 87.08% 81.84% 79.66% 84.35%

Penalties (Offsets) Per Day 0 0 1,000 0 0 0 -4,000 -4,000 -4,000 0 0 0
Total Penalties (Offsets) Per Month 0 0 31,000 0 0 0 -124,000 -124,000 -120,000 0 0 0

Total SBG Access Penalties (Offsets) YTD 0 0 31,000 31,000 31,000 31,000 -93,000 -217,000 -337,000 -337,000 -337,000 -337,000

Repair - Business & Residence

Calls in <20 sec 754,367 644,068 718,741 724,314 747,817 775,975 700,466 642,249 514,443 526,715 472,032 440,835
Calls - Total Offered 866,186 719,729 806,886 820,411 848,094 886,147 800,726 736,282 560,881 601,761 546,396 512,988

% in > 20
sec

12.91% 10.51% 10.92% 11.71% 11.82% 12.43% 12.52% 12.77% 8.28% 12.47% 13.61% 14.07%

% in < 20
sec

87.09% 89.49% 89.08% 88.29% 88.18% 87.57% 87.48% 87.23% 91.72% 87.53% 86.39% 85.93%

Penalties (Offsets) Per Day -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000
Total Penalties (Offsets) Per Month -124,000 -112,000 -124,000 -120,000 -124,000 -120,000 -124,000 -124,000 -120,000 -124,000 -120,000 -124,000

Total Repair Access Penalites (Offsets) YTD -124,000 -236,000 -360,000 -480,000 -604,000 -724,000 -848,000 -972,000 -1,092,000 -1,216,000 -1,336,000 -1,460,000

Held Orders

Held Orders 998 948 797 577 442 366 270 163 127 120 144 71

Access Lines ** 2,914,836 2,921,114 2,919,097 2,908,314 2,897,215 2,888,526 2,883,227 2,874,677 2,865,968 2,855,827 2,849,352 2,832,484
% Held Orders of Access Lines 0.0342% 0.0325% 0.0273% 0.0198% 0.0153% 0.0127% 0.0094% 0.0057% 0.0044% 0.0042% 0.0051% 0.0025%
Penalties (Offsets) Per Day 0 0 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000 -4,000
Total Penalties (Offsets) Per Month 0 0 -124,000 -120,000 -124,000 -120,000 -124,000 -124,000 -120,000 -124,000 -120,000 -124,000

Total Held Order Penalties (Offsets) YTD 0 0 -124,000 -244,000 -368,000 -488,000 -612,000 -736,000 -856,000 -980,000 -1,100,000 -1,224,000



Out of Service Repair Times

Out of Service < 24 hours 32,827 28,491 34,056 30,449 32,091 31,326 31,419 34,537 23,402 25,886 22,056 21,683
Total Out of Service 42,731 32,004 38,367 32,754 34,449 34,607 34,841 39,395 26,236 28,742 24,341 25,617
% Out of Service < 24 hours 76.82% 89.02% 88.76% 92.96% 93.16% 90.52% 90.18% 87.67% 89.20% 90.06% 90.61% 84.64%
Penalties (Offsets) Per Day 1,000 -1,000 -1,000 -2,000 -2,000 -2,000 -2,000 -1,000 -1,000 -2,000 -2,000 0
Total Penalties (Offsets) Per Month 31,000 -28,000 -31,000 -60,000 -62,000 -60,000 -62,000 -31,000 -30,000 -62,000 -60,000 0

Total Out of Service Penalties (Offsets) YTD 31,000 3,000 -28,000 -88,000 -150,000 -210,000 -272,000 -303,000 -333,000 -395,000 -455,000 -455,000

Total Service Quality Penalties YTD 93,000 93,000 183,000 303,000 427,000 547,000 578,000 578,000 578,000 454,000 454,000 454,000
 *Call handling includes 14-state region vs. AZ/NM district

**Retail access lines
only
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